Since participant numbers are no longer sufficient to assess the success of campus recreation centers, alternative methods such as students' perceived quality of service, levels of satisfaction, and their intentions to reuse and recommend the programs and facilities were investigated. This study examined the impacts of three service quality dimensions, i.e., ambiance of the facility, operations quality and staff competency, and user satisfaction and behavioral intentions. Two hundred and forty-nine student users of a campus recreation center were surveyed. Participants reported relatively high levels of service quality perceptions, satisfaction, and intentions to re-use and recommend the center. Results reaffirmed the significant contribution of service quality to user satisfaction. However, improved staff competency and user satisfaction did not increase users' intentions to use the center again. Users' overall satisfaction, along with operations quality, explained 25% of the variance in users' intentions to recommend the center to others. Findings suggest management personnel of campus recreation centers should focus on improving service quality, which in turn will increase users' satisfaction levels with the center, and ultimately, will lead to positive word-of-mouth. Future studies should recognize the unique characteristics of campus recreation center clientele so that factors influencing users' intentions to re-use the campus recreation center can be identified.
return. Currently, understanding students' perceptions of a recreation center's service quality and their satisfaction levels with the services are especially important to student recreation centers' management personnel because of the budget cuts that are facing many university/college campuses (Bauch, 1999) . Participant numbers are no longer sufficient to justify programs and facilities (Lewis, Barcelona, & Jones, 2001) . Managers have turned to service quality and user satisfaction measurements to demonstrate accountability, effectiveness, and efficiency of programs, and overall success of campus recreation centers.
In recent years, several researchers have applied service quality frameworks in sport-related settings and identified measures of perceived service quality of both active participants and spectators (Howat, Absher, Crilley, & Milne, 1996; Howat, Murray, & Crilley, 1999; Kelley & Turley, 2001; Lentell, 2000; McDonald, Sutton, & Milne, 1995; Papadimitriou & Karteroliotis, 2000; Theodorakis, Dambitsis, Laios, & Koustelios, 2001; Triado, Aparicio, & Rimbau, 1999) . For example, Howat et al. (1996) developed the CERM CSQ questionnaire to measure service quality at several sports and leisure centers in Australia. However, Bauch's (1999) study at the University of Nebraska at Omaha is the only study that has measured service quality of campus recreational programs. University/college recreation centers in many ways are different from other recreation centers, such as community recreation centers or sport clubs. The majority of its clientele only have 4 years membership and often their membership fees are a part of the required student fees. Thus, the relationships among students' perceived service quality, their levels of satisfaction, and their intentions to re-use may be different from those of other sport-related programs.
A study that examines the relationships of service quality with satisfaction and behavioral intentions will help campus recreation services better understand the strengths and weaknesses of their service and thus help guide their management effort. The objectives of this study were threefold: First, to measure college students' perceptions of a campus recreation center's service quality; second, to empirically examine the extent to which these perceptions influenced users' satisfaction levels; and third, to empirically examine the influence of service quality perceptions and satisfaction on users' future behavioral intentions, i.e., intention to use campus recreation facilities again in the future and intention to recommend the service to others.
Background Service Quality
The nature of services is essentially different from that of products and this difference makes it important to treat service quality as an independent construct from product quality (Kotler, 2000) . Service quality, as defined by Zeithaml, Parasuraman, and Berry (1990) , refers to the excellence and superiority of a service, and is a function of the extent of discrepancy between visitors' expectations or desires and their perceptions. Parasuraman, Zeithaml, and Berry (1988) further identified five dimensions of service quality: tangibles, reliability, responsiveness, assurance, and empathy. Tangibles refer to the physical facilities, equipment, and personnel appearance. Reliability refers to the organization's ability to perform the promised service dependably and accurately. Responsiveness relates to the prompt attention offered by staff and their willingness to help the users. Assurance refers to the courtesy, credibility, and competence of staff. Empathy refers to the individualized attention users receive from staff.
Following the pioneer work on service quality by Parasuraman, Zeithaml, and Berry (1985) , a number of studies have been reported in the sports marketing literature which examined the conceptualizations and measurements of service quality. Service quality researchers have recognized that the dimensions of service quality proposed by Parasuraman et al. (1988) are not stable across different types of services. Howat et al. (1996) contended that the underlying structure of the service quality construct depends on the specific attributes characterizing the type of service under study. For example, Theodorakis et al. (2001) used five dimensions to measure service quality perceptions of spectators in professional sports: access (e.g., available parking), reliability, responsiveness, tangibles, and security. They found that all dimensions were significantly correlated to spectators' levels of satisfaction with the game. Kim and Kim (1995) developed an instrument called QUESC to measure service quality of sport centers. This instrument included 11 dimensions of service quality. A few years later, in a study examining the service quality of sports and fitness centers, Papadimitriou and Karteroliotis (2000) questioned the internal consistency of the scales and found it difficult to interpret because of the large number of dimensions. They then reduced the number of service quality dimensions to four, including instructor quality, facility attraction and operation, program availability and delivery, and significant others. Crompton and MacKay (1989) recognized that users of different types of recreational services did not perceive all dimensions of service quality as equally important. While some recreational services involve facility-intensive recreation activities, others involve staff-intensive recreation activities. Their study demonstrated that in recreation settings where participants interacted more with the facility than with the staff, ambiance of the facility and equipment were more important than staff responsiveness.
In the case of the recreation center in this study, patrons mainly use the equipment and facilities and the interaction between patrons and staff is minimal. Thus, reliability of the equipment and the ambiance of the facility should be perceived as more important than the staff's responsiveness, assurance, and empathy. This is not uncommon in recreation services. For example, Lentell (2000) used three factors-physical evidence, staff, and secondary services-to measure service quality perceptions of members of local authority leisure centers in the United Kingdom. The researcher found that physical evidence explained 40% of the variance in user satisfaction while the contribution of the other two quality dimensions was only 6%. Based on the literature in leisure and sport-related fields, this study conceptualizes that perceived service quality of a campus recreation center has three main dimensions: ambiance of the facility (tangibles), operations quality (reliability), and staff competency (includes responsiveness, assurance, and empathy). Due to the relatively low level of staff-user interaction in the campus recreation center in this study, the three staff-related dimensions (responsiveness, assurance, and empathy) in the original SERVQUAL model were combined into one (staff competency).
Consequences of Service Quality
In the recreation and sport-related literature there is empirical evidence that user satisfaction and their future behavioral intentions are consequences of service quality (Howat et al., 1999; Lee, Lee, & Yoo, 2000; Sureschchandar, Rajendran, & Anantharaman, 2002; Tian-Cole, Crompton, & Wilson, 2002) . These studies suggest that customer satisfaction may be the path to customer loyalty and such loyalty may begin from improving service quality. However, as noted by Lentell (2000) and Theodorakis et al. (2001) , more research is needed to examine the concept of service quality and the effects of service quality dimensions on satisfaction and behavioral intentions in sport-related services. This study, using data collected from student users of a campus recreation center, intended to examine the relationships among the three service quality dimensions, user satisfaction levels and their intentions to re-use and recommend the center.
Method The Sample
A self-administered survey was conducted upon a convenience sample of users of a campus recreation center at a Midwestern university. Since approximately 90% of the users were students, only student users were included in the sample. Data were collected during the five working days of a week in May 2003. Three time periods, 9-10 a.m., 11-12 p.m., and 3-5 p.m. were selected for data collection on all days to control for any possible effects from differences between peak-hour users and non-peak hour users. A total of 249 usable surveys were collected in the allocated time periods of the week.
The Instrument
The questionnaire used for the study was developed based on the three research objectives, namely, obtaining student users' opinions of facility ambiance, operations quality and staff competency, users' overall levels of satisfaction with the services provided by the campus recreation center, their future intentions to re-use the center and to recommend the service, and their demographic profiles such as gender and academic class levels. Questionnaire development was guided by existing literature and a panel of recreation service employees. A series of meetings were held with the panel of experts and their comments were documented. These comments were then used to guide questionnaire development. Face validity of the questionnaire was established through the panel review process.
The items measuring the key constructs of the study are listed in Table 1 . The six staff competency items, eight facility ambiance items, the three operations quality items, and the overall satisfaction item were measured on 5-point Likert-type scales, with one (1) representing "excellent" and five (5) representing "poor." The two items measuring future behavioral intentions were anchored at "Extremely Likely" (1) and "Not at all Likely (5). 
Cleanliness of the weight room
Cleanliness of the club aerobics studio
Operations Quality
Availability of recreational equipments
Quality of recreational equipments
Availability of operating hours of the center
Staff Competency
The way your telephone call was handled
Staff's willingness to help
Staff's ability to provide you with correct information in a timely fashion
Professionalism of staff
The business office's ability to serve your needs
The friendliness of student staff
Overall Satisfaction
Overall satisfaction with the center
Behavioral Intentions
I will use the center again in the future I will recommend the center to my friends Table 2 lists the demographic profiles of respondents. Just over half of the respondents were male (58%). The sample had a fairly even distribution in terms of class levels: freshmen represented 16.1% of the sample, sophomores 21.7%, juniors 22.5%, seniors 21.7%, and graduate students 18.1%. The average age was 22.6 years, with a standard deviation of 7.1. Respondents' perceptions of the facility's ambiance, operations quality, and staff competency are reported in Table 1 . While the mean score and standard deviation of each individual item were calculated, the overall means and standard deviations for the three service quality dimensions were also calculated by computing the grand mean of all items within each dimension. Results revealed that respondents rated the staff competency as the highest (mean of 1.73 with 1 representing excellent quality, SD = .76), while they rated the operations quality the lowest (mean of 2.68, SD = .96) among the three dimensions of service quality of the recreation center. Respondents reported a mean satisfaction score of 1.87 (SD = .80) with the recreation center in general. On the behavioral intention items, they indicated a mean score of 1.22 (SD = .52) on intention to reuse and a mean of 1.57 (SD = .75) on recommending the center to their friends, with 1 representing "Extremely Likely."
To examine the influence of service quality dimensions on respondents' overall levels of satisfaction, a stepwise regression analysis was performed with user satisfaction as the dependent variable and facility ambiance, operations quality, and staff competency as independent variables. The overall regression was significant (F = 90.68, p < .001). All three beta coefficients of the independent variables were significant, indicating that each independent variable contributed significantly to explaining the variance in the dependent variable. Table 3 lists the standardized coefficients of each independent variable. The R-square value indicated that 53% of the variance in users' satisfaction levels with the recreation center was due to respondents' perceptions of the ambiance of the facility, operations quality, and staff competency. All three service quality dimensions were significant predictors of user satisfaction. Another stepwise regression analysis was performed to examine the influence of the three service quality dimensions on users' re-use intentions. Since previous studies have shown strong evidence of the impact of satisfaction on future behavioral intentions (e.g., Tian-Cole et al., 2002) , users' overall levels of satisfaction were also included as an independent variable. The overall regression was significant (F = 10.96, p < .001) (see Table 3 ). Staff competency and users' overall satisfaction did not have significant influence on members' future re-use intentions. Ambiance of the facility and operations quality were significant predictors of members' reuse intentions. However, these two independent variables only explained 8% of the variance in the dependent variable.
Satisfaction, however, had a significant influence on members' intentions to recommend the recreation center to their friends (see Table 3 ). Along with operations quality, satisfaction explained 25% of the variance in users' recommendation intentions. Ambiance of the facility and staff competency were not predictors of the recommendation intention. .00
Model summary: F = 38.9, p = .00, R 2 = .25, Adjusted R 2 = .24
Discussion
Results of this study supported previous findings that service quality leads to user satisfaction. All three dimensions of service quality were significant predictors of user satisfaction. Facility ambiance, operations quality, and staff competency positively influenced users' overall satisfaction levels. To the campus recreation center management, such a finding reaffirms the belief that improving the availability and quality of recreational equipment, providing flexible hours of operation, training and maintaining a competent and empathetic staff, and maintaining a clean environment are vital to user satisfaction. Among the three service quality dimensions, while facility ambiance and operations quality significantly influenced members' re-use intentions, staff competency did not. This result indicated that most users may primarily be concerned with the upkeep of the facility itself, and the availability and quality of the recreational equipment, rather than the support services provided by the staff. Users who perceived higher levels of facility cleanliness and equipment quality were more likely to use the center again in the future. This result supports Crompton and MacKay's (1989) thesis that the role of service quality dimensions is different across different types of recreation services. In campus recreation centers, the relationship between users and facility and recreational equipment is direct and personal. This relationship usually does not involve direct assistance from staff; therefore, high levels of staff competence may not have an impact on the relationships among service quality perceptions, satisfaction levels, and future behavioral intentions.
User satisfaction levels did not contribute to members' intentions to re-use the center in the future. This finding contradicts many of the previous studies in the recreation literature (e.g., Tian-Cole et al., 2002) . Nonetheless, there seems to be a plausible explanation for the finding in this context. Unlike other recreation or sport services, the membership base of campus recreation centers consists of students who pay for their use of the center through student fees that students are required to pay each semester. As a result, satisfaction with the recreation center is probably not the driving force for their intention to use the center again in the future. However, this does not mean that management personnel should ignore whether users are satisfied with the recreation center or not. Satisfaction significantly contributed to users' intentions to recommend the center to friends. If satisfied students will recommend the service to their friends, it could increase the user base of the center. Therefore, more students might potentially benefit from campus recreation programs.
Since the study used a convenience sample, results cannot be generalized to all campus recreation centers. Nonetheless, this study considered the unique characteristics of campus recreation center patrons and challenged researchers to investigate additional factors that may predict the behavioral intentions of this population. While in other recreation settings, studies have demonstrated the significant influence of service quality dimensions and satisfaction levels on users' intention to re-use the service in the future, this relationship did not hold in the campus recreation center setting. More studies are needed to examine the factors that predict student users' intentions to re-use the recreation center. These factors may include the mandatory student recreation fees, years left on campus, whether they live on or off campus, and availability of other recreation services on and off campus.
